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ABSTRAK 
Experiential marketing merupakan salah satu kegiatan pemasaran 
yang biasa dilakukan oleh para pebisnis untuk menarik konsumen melalui 
sisi emosional mereka.Penelitian ini ingin menjelaskan tentang pengaruh 
experiential marketing, brand image dan customer sattisfaction terhadap 
customer loyalty di XO Suki Restaurant Tunjungan Plaza Surabaya.Teknik 
analisis data yang digunakan adalah Structural Equation Modeling (SEM) 
dan menggunakan program LISREL 
Penelitian ini mengambil 150 responden sebagai sampel, dengan 
syarat responden yang pernah melakukan pembelian / transaksi di XO Suki 
Restaurant Tunjungan Plaza Surabaya minimal 2 kali dalam kurun waktu 3 
bulan terakhir, minimal 17 tahun, dengan pertimbangan pengguna dianggap 
dewasa untuk mengambil keputusan, dan berdomisili di Surabaya. 
Kesimpulannya terbukti experiential marketing, brand image dan 
customer sattisfactionberpengaruhterhadap customer loyalty di XO Suki 
Restaurant Tunjungan Plaza Surabaya. Selain itu brand image dan customer 
satisfaction dapat berperan sebagai mediator bagi hubungan antara 
experiential marketing dengan customer loyalty. 
Kata Kunci: Experiential Marketing; Citra Merek; Kepuasan 
Konsumen; Loyalitas Konsumen. 
xiv
ABSTRACT 
 Experiential marketing is one of the usual marketing activities 
carried out by the businessman to attract consumers through their 
emotional side. This research would like to clarify about the influence of 
experiential marketing, brand image and customer satisfaction against 
customer loyalty in XO Suki Restaurant Tunjungan Plaza Surabaya. Data 
analysis technique used is a Structural Equation Modeling (SEM) and using 
LISREL program 
This research took 150 respondents as the samples, on condition that 
the respondent has ever made a purchase/transaction in XO Suki 
Restaurant Tunjungan Plaza Surabaya at least 2 times within the last 3 
months, a minimum of 17 years, with consideration of the user are 
considered mature for a decision, and is domiciled in Surabaya. 
This research conclusion proved to be experiential marketing, brand 
image and customer satisfaction effect on customer loyalty in XO Suki 
Restaurant Tunjungan Plaza Surabaya. In addition brand image and 
customer satisfaction can act as a mediator for the relationship between 
experiential marketing with customer loyalty. 
Keywords: Experiential Marketing; Brand Image; Customer Satisfaction; 
Customer Loyalty. 
